Sample:  57 


April  1991 


INPUT 


Atrium  at  Glenpointe,  400  Frank  W.  Burr  Blvd.,  Teaneck,  New  Jersey  07666      (201)  801-0050 


TOTAL  RESPONDENT  SAMPLE 

1.     ACCOUNT  MANAGEMENT 

Frequency  No  Mean 

Very  Good  Good       Fair       Poor  Resp.  Rating 

1.1  Overall  Relationship     33%         41%         12%          7%  7%  3.1 

1.2  Freq.   of  Visits               21%          35%          14%          11%  19%  2.8 

1.3  Knowledqe  of  Co.              7%           44%          37%          12%  0%  2.5 

1.4  Solution  Ability             9%           44%          40%           4%  3%  2.6 

1.5  Arrange  for  SE                 32%          37%          17%           7%  7%  3.0 

1.6  Communicate  CA  Phil.     25%         53%          19%          3%  0%  3.0 

1.7  Client/Business  Rel.     21%         37%         30%          12%  0%  2.7 

1.8  Improvements  in  AM         26%          44%           7%           12%  11%  2.9 

90%  of  the  respondents  knew  the  name  of  their  Account  Manager. 


TOTAL  RESPONDENT  SAMPLE 
2.     PRODUCT  SERVICE  AND  SUPPORT 


Frequency  No  Mean 

Very  Good  Good       Fair       Poor      Resp.  Rating 


2 

. 1  Delivery  Time 

7% 

56% 

16% 

3% 

18% 

2.8 

2 

.2  Ease  of  Install. 

2% 

42% 

32% 

7% 

17% 

2  .  5 

2 

. 3  Implementation  Ease 

2% 

40% 

39% 

3% 

16% 

2.5 

2 

.4  Qual.Prod.  Train 'g 

4% 

37% 

26% 

3% 

30% 

2.6 

2 

. 5  Telephone  Support 
Availability 

21% 

33% 

23% 

5% 

18% 

2.9 

Skill  of  Personnel 

14% 

33% 

26% 

4% 

23% 

2.8 

2 

. 6  On— site  Tech  Suooort 
Availability 

7% 

34% 

19% 

7% 

33% 

2  .  6 

Skill  of  Personnel 

16% 

30% 

12% 

3% 

39% 

2.9 

2 

.7  Escalation  Proced. 

5% 

42% 

25% 

3% 

25% 

2.7 

2 

.8  Prof.  Services 
Availability 

4% 

26% 

7% 

0% 

63% 

2.9 

Skill  of  Personnel 

7% 

25% 

5% 

2% 

61% 

3  .  0 

2 

.9  Responsiveness-S/W 

10% 

42% 

28% 

2% 

18% 

2.7 

2 

.10  Improve,  in  S/S 

5% 

44% 

17% 

9% 

25% 

2.6 

2 


TOTAL  RESPONDENT  SAMPLE 

3.     PRODUCT  QUALITY 


3.1 

Systems  Management 

Software 

Very  Good 

Good 

Frequency 
Fair 

Poor 

No 
Resp. 

Mean 
Ratina 

a. 

Functionality 

21% 

63% 

0% 

0% 

16% 

3.3 

b. 

Integration 

5% 

56% 

23% 

0% 

16% 

2.8 

c. 

Reliability 

19% 

61% 

2% 

0% 

18% 

3  .  2 

d. 

Documentation 

3% 

53% 

23% 

3% 

18% 

2  .  7 

e. 

Improv.   in  quality 

2% 

44% 

19% 

2% 

33% 

2.7 

Respondents  reporting  types  of  Software 

Automated  Production  Control 
Automated  Storage  Mgmt. 
Performance  Mgmt.  Ace' ting 
Data  Center  Admin 
Security,  Control  &  Audit 

32% 
33% 
32% 
25% 
56% 

3.2 

Information  Management  Software 

Very  Good 

Good 

Frequency 
Fair 

Poor 

No 
Resp . 

Mean 
Rating 

a . 

Functionality 

16% 

30% 

5% 

0% 

49% 

3.2 

b. 

Integration 

2% 

39% 

7% 

3% 

49% 

2.8 

c . 

Reliability 

14% 

26% 

11% 

0% 

49% 

3.1 

d. 

Documentation 

3% 

28% 

18% 

0% 

51% 

2.7 

e. 

Improv.   in  quality 

7% 

23% 

12% 

5% 

53% 

2.7 

Respondents  reporting  types  of  Software 

Database  Mgmt.  Systems  79% 
•       Application  Development  55% 
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TOTAL  RESPONDENT  SAMPLE 


3.3  Business  Application  Software 


Frequency 

No 

Mean 

Very  Good  Good  Fair 

Poor 

Resp. 

Ratinq 

a.     Functionality  4% 

14%  7% 

0% 

75% 

2.9 

b.     Integration  2% 

9%  12% 

2% 

75% 

2  . 4 

c.     Reliability  5% 

16%  4% 

d.     Documentation  0% 

9%  12% 

2% 

77% 

2.3 

e.     Improv.   in  quality  0% 

5%  9% 

2% 

84% 

2.2 

Respondents  reporting  types  of 

Software 

Financial  Mgmt. 

47% 

Banking  Mgmt. 

13% 

•       Manfacturing  Mgmt. 

27% 

Distribution  Mgmt. 

13% 

H/R  Mgmt. 

13% 

4 


TOTAL  RESPONDENT  SAMPLE 


4. 

BUSINESS  PRACTICES 

Very  Good 

Good 

Frequency 
Fair 

Poor 

No 
Resp . 

Mean 
Ratinq 

4.1 

Clarity/Compre.  3% 

44% 

35% 

11% 

7% 

2.4 

4.2 

Pricing/Conditions  2% 

33% 

37% 

21% 

7% 

2.2 

4.3 

Processing  Speed  5% 

56% 

23% 

5% 

11% 

2.7 

4.4 

Invoice  Accuracy  2% 

47% 

16% 

26% 

9% 

2.3 

4.5 

Ques/Prob. Resolution  3% 

42% 

14% 

30% 

11% 

2.2 

4.6 

Improve,   in  Ques.  3% 

39% 

19% 

18% 

21% 

2.4 

TOTAL  RESPONDENT  SAMPLE 
5.     MANAGEMENT  LEVEL  COMMUNICATIONS 


Very  Good 

Good 

Frequency 
Fair 

Poor 

Not 
Seen 

No 
Resp . 

Mean 
Ratina 

5. 

1 

CA90s  Book 

35% 

52% 

90% 

0% 

2% 

2% 

3  .  2 

5. 

2 

CA  Exec.  Report 

7% 

51% 

16% 

0% 

16% 

10% 

2.4 

5. 

3 

CA  Insight 

5% 

60% 

17% 

0% 

9% 

9% 

2  .  6 

5. 

4 

Prod.  Announcements 

5% 

63% 

11% 

5% 

5% 

11% 

2  .  6 

5. 

5 

Pricing  Handbook 

9% 

45% 

7% 

7% 

16% 

16% 

2.3 

5. 

6 

Support  Handbook 

9% 

49% 

14% 

0% 

12% 

16% 

2  .  5 

5. 

7 

Doc.   Price  Guide 

4% 

38% 

12% 

2% 

21% 

23% 

2  .  0 
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TOTAL  RESPONDENT  SAMPLE 

6 .  GENERAL 


Very  Good 

Good 

Frequency 
Fair 

Poor 

No 
Resp . 

6. 

1 

Business  Ease 

7% 

58% 

31% 

2% 

2% 

6. 

2 

Product  Quality 

16% 

60% 

21% 

0% 

3% 

6. 

3 

Staff  Quality 

14% 

58% 

21% 

4% 

3% 

6. 

4 

Svce/Support  Qual . 

12% 

51% 

26% 

4% 

7% 

6. 

5 

Responsiveness 

5% 

54% 

25% 

9% 

7% 

6. 

6 

IS  Req.  Capability 

12% 

46% 

32% 

0% 

10% 

6. 

7 

Improve,   in  Comm. 

19% 

53% 

14% 

5% 

9% 

ALL  RESPONDENTS  ANSWERING  QUESTIONS 

1.       ACCOUNT  MANAGEMENT 

Frequency  Mean 

Very  Good       Good  Fair  Poor  Rating 

1.1  Overall  Relationship  36%  43%  13%  8%  3.1 

1.2  Freq.   of  Visits  26%  44%  17%  13%  2.8 

1.3  Knowledqe  of  Co.  7%  44%  37%  12%  2.5 

1.4  Solution  Ability  9%  45%  42%  4%  2.6 

1.5  Arranqe  for  SE  34%  40%  19%  7%  3.0 

1.6  Communicate  CA  Phil.   25%  53%  19%  3%  3.0 

1.7  Client/Business  Rel.    21%  37%  30%  12%  2.7 

1.8  Improvements  in  AM      29%  49%  8%  14%  2.9 

88%  of  the  respondents  knew  the  name  of  their  Account  Manager. 


8 


ALL  RESPONDENTS  ANSWERING  QUESTIONS 
2.        PRODUCT  SERVICE  AND  SUPPORT 

Frequency  Mean 

Very  Good  Good  Fair  Poor  Rating 

2.1  Delivery  Time  9%  68%  19%  4%  2.8 

2.2  Ease  of  Install.  2%  51%  38%  9%  2.5 

2.3  Implementation  Ease     2%  48%  46%  4%  2.5 

2.4  Qual.Prod.  Train'g       5%  53%  37%  5%  2.6 

2 . 5  Telephone  Support 

Availability  26%  40%  28%  6%  2.9 

Skill  of  Personnel     18%  43%  34%  5%  2.8 

2.6  On-site  Tech  Support 

Availability    "  11%  50%  29%  10%  2.6 

Skill  of  Personnel     26%  49%  20%  5%  2.9 

2.7  Escalation  Proced.        7%  56%  33%  5%  2.7 

2.8  Prof.  Services 

Availability  10%  71%  19%  0%  2.9 

Skill  of  Personnel     18%  64%  14%  4%  3.0 

2.9  Responsiveness-S/W       13%  51%  34%  2%  2.7 

2.10  Improve,    in  S/S  7%  58%  23%  12%  2.6 


ALL  RESPONDENTS  ANSWERING  QUESTIONS 

3.        PRODUCT  QUALITY 

3 . 1    Systems  Management  Software 

Respondents  reporting  types  of  Software 

Automated  Production  Control  38% 

Automated  Storage  Mgmt.  40% 

Performance  Mgmt.  Acc'ting  38% 

Data  Center  Admin  30% 

Security,   Control  &  Audit  68% 


Freguency  Mean 
Very  Good       Good  Fair  Poor  Rating 


a. 

Functionality 

25% 

75% 

0% 

0% 

3  .  3 

b. 

Integration 

6% 

67% 

27% 

0% 

2.8 

c. 

Reliability 

23% 

75% 

2% 

0% 

3.2 

d. 

Documentation 

4% 

64% 

28% 

4% 

2.7 

e. 

Improv.   in  guality 

3% 

66% 

29% 

2% 

2.7 

3.2     Information  Management  Software 


Respondents  reporting  types  of  Software 


• 
• 

Database  Mgmt.  Systems 
Application  Development 

79% 
55% 

Verv  Good 

Freguency 
Good 

Fair 

Poor 

Mean 
Ratin 

a. 

Functional ity 

31% 

59% 

10% 

0% 

3  .  2 

b. 

Integration 

3% 

76% 

14% 

7% 

2  .  8 

c. 

Reliability 

28% 

52% 

20% 

0% 

3  .  1 

d. 

Documentation 

7% 

57% 

36% 

0% 

2  .  7 

e. 

Improv.   in  guality  15% 

48% 

26% 

11% 

2  .  7 
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ALL  RESPONDENTS  ANSWERING  QUESTIONS 


3.3     Business  Application  Software 
Respondents  reporting  types  of  Software 


• 

• 

Financial  Mgmt. 
Banking  Mgmt. 
Manfacturing  Mgmt. 
Distribution  Mgmt. 
H/R  Mgmt. 

47% 
13% 
27% 
13% 
13% 

Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratinq 

a. 

Functionality 

14% 

57% 

29% 

0% 

2.9 

b. 

Integration 

7% 

36% 

50% 

7% 

2.4 

c. 

Reliability 

21% 

65% 

14% 

0% 

3.1 

d. 

Documentation 

0% 

38% 

54% 

8% 

2.3 

e. 

Improv.   in  quality 

0% 

33% 

56% 

11% 

2.2 

11 


ALL  RESPONDENTS  ANSWERING 


QUESTIONS 


4.        BUSINESS  PRACTICES 

Frequency  Mean 


Very  Good 

Good 

Fair 

Poor 

Ratina 

4  . 1 

Clarity/Compre . 

4% 

47% 

38% 

11% 

2.4 

4.2 

Pricing/Conditions 

2% 

36% 

40% 

22% 

2.2 

4.3 

Processing  Speed 

6% 

63% 

25% 

6% 

2.7 

4.4 

Invoice  Accuracy 

2% 

52% 

17% 

29% 

2.3 

4  .  5 

Ques/Prob . Resolution 

4% 

47% 

16% 

33% 

2.2 

4.6 

Improve,   in  Ques. 

5% 

49% 

24% 

22% 

2.4 
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ALL  RESPONDENTS  ANSWERING  QUESTIONS 
5.       MANAGEMENT  LEVEL  COMMUNICATIONS 


Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratinq 

R  1 

tAyus   DOOK  jd? 

R  R  S- 

q°- 

3  3 

5.2 

CA  Exec.  Report  10% 

69% 

21% 

0% 

2.9 

5.3 

CA  Insight  6% 

73% 

21% 

0% 

2.9 

5.4 

Prod.  Announcements  6% 

75% 

13% 

6% 

2.8 

5.5 

Pricing  Handbook  13% 

67% 

10% 

10% 

2.8 

5.6 

Support  Handbook  12% 

68% 

20% 

0% 

2.9 

5.7 

Doc.   Price  Guide  6% 

69% 

22% 

3% 

2.8 
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ALL  RESPONDENTS  ANSWERING  QUESTIONS 

6 .  GENERAL 


Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratinq 

6 . 1 

Business  Ease 

7% 

59% 

32% 

2% 

2  .  7 

6.2 

Product  Quality 

16% 

62% 

22% 

0% 

2.9 

6.3 

Staff  Quality 

14% 

60% 

22% 

4% 

2.9 

6.4 

Svce/Support  Qual . 

13% 

55% 

28% 

4% 

2.8 

6.5 

Responsiveness 

6% 

59% 

26% 

9% 

2  .  6 

6.6 

IS  Req.  Capability 

14% 

51% 

35% 

0% 

2.8 

6.7 

Improve,   in  Comm. 

21% 

58% 

15% 

6% 

2.9 
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RESPONDENTS  WHO  KNEW  ACCOUNT  MANAGER 


1.       ACCOUNT  MANAGEMENT 

Frequency  Mean 
Very  Good       Good  Fair  Poor  Rating 


1. 

1 

Overall  Relationship 

36% 

47% 

13% 

4% 

3  . 1 

1 . 

2 

Freq.  of  Visits 

29% 

43% 

17% 

11% 

2.9 

1. 

3 

Knowledge  of  Co. 

6% 

47% 

35% 

12% 

2.5 

1. 

4 

Solution  Ability 

10% 

44% 

44% 

2% 

2  .  6 

1. 

5 

Arrange  for  SE 

34% 

38% 

21% 

7% 

3  .  0 

1. 

6 

Communicate  CA  Phil. 

23% 

55% 

20% 

2% 

3  .  0 

1. 

7 

Client/Business  Rel. 

22% 

37% 

29% 

12% 

2.7 

1. 

8 

Improvements  in  AM 

31% 

49% 

7% 

13% 

3  .  0 

• 

100%  of  the  respondents  knew 

the  name 

of  their 

Account 

Manager. 
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RESPONDENTS  WHO  KNEW  ACCOUNT  MANAGER 


2.       PRODUCT  SERVICE  AND  SUPPORT 

Frequency  Mean 
Very  Good       Good  Fair  Poor  Rating 


2.1 

Delivery  Time 

9% 

67% 

19% 

5% 

2.8 

2.2 

Ease  of  Install. 

2% 

50% 

41% 

7% 

2.5 

2.3 

Implementation  Ease 

2% 

47% 

47% 

4% 

2  .  5 

2.4 

Qual.Prod.  Train' g 

6% 

54% 

34% 

6% 

2.6 

2  .  5 

Telephone  Support 
Availability 

29% 

38% 

26% 

7% 

2.9 

Skill  of  Personnel 

20% 

41% 

34% 

5% 

2  .  8 

2.6 

On-site  Tech  Support 
Availability 

12% 

49% 

30% 

9% 

2.6 

Skill  of  Personnel 

23% 

48% 

23% 

6% 

2.9 

2.7 

Escalation  Proced. 

8% 

54% 

33% 

5% 

2  .  6 

2.8 

Prof.  Services 
Availability 

10% 

74% 

16% 

0% 

2.9 

Skill  of  Personnel 

21% 

58% 

16% 

5% 

2.9 

2.9 

Responsiveness-S/W 

14% 

50% 

33% 

3% 

2.8 

2.10 

Improve,  in  S/S 

8% 

59% 

23% 

10% 

2.6 
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RESPONDENTS  WHO  KNEW  ACCOUNT  MANAGER 


3.        PRODUCT  QUALITY 

3 . 1     Systems  Management  Software 

Respondents  reporting  types  of  Software 

Automated  Production  Control  36% 

Automated  Storage  Mgmt.  41% 

Performance  Mgmt.  Acc'ting  38% 

Data  Center  Admin  31% 


Security,  Control  & 

Audit 

69% 

Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratinq 

a. 

Functionality 

26% 

74% 

0% 

0% 

3 . 3 

b. 

Integration 

7% 

63% 

30% 

0% 

2  .  8 

c. 

Reliability 

26% 

72% 

2% 

0% 

3  .  2 

d. 

Documentation 

5% 

64% 

26% 

5% 

2.7 

e. 

Improv.   in  quality 

3% 

65% 

32% 

0% 

2.7 

3.2     Information  Management  Software 
Respondents  reporting  types  of  Software 


• 
• 

Database  Mgmt.  Systems 
Application  Development 

79% 
58% 

Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratinq 

a. 

Functionality 

36% 

52% 

12% 

0% 

3.2 

b. 

Integration 

4% 

72% 

16% 

8% 

2.7 

c. 

Reliability 

28% 

48% 

24% 

0% 

3  .  0 

d. 

Documentation 

8% 

50% 

42% 

0% 

2.7 

e. 

Improv.   in  quality  17% 

52% 

22% 

9% 

2.8 

RESPONDENTS  WHO  KNEW  ACCOUNT  MANAGER 


3.3     Business  Application  Software 

Respondents  reporting  types  of  Software 

Financial  Mgmt.  54% 

Banking  Mgmt.  15% 

Manfacturing  Mgmt.  23% 

Distribution  Mgmt.  15% 

H/R  Mgmt.  8% 


Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratina 

a. 

Functionality 

15% 

54% 

31% 

0% 

2.8 

b. 

Integration 

8% 

31% 

54% 

7% 

2.4 

c. 

Reliability 

23% 

62% 

15% 

0% 

3.1 

d. 

Documentation 

0% 

33% 

59% 

8% 

2  .  3 

e. 

Improv.   in  guality 

0% 

25% 

63% 

12% 

2.1 
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RESPONDENTS  WHO  KNEW  ACCOUNT  MANAGER 


4.        BUSINESS  PRACTICES 


Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Rat  incf 

4 

.  1 

Clarity/Compre . 

4% 

47% 

38% 

11% 

2.4 

4 

.2 

Pricing/Conditions 

2% 

39% 

36% 

23% 

2.2 

4 

.3 

Processing  Speed 

7% 

62% 

24% 

7% 

2.7 

4 

.4 

Invoice  Accuracy 

2% 

50% 

17% 

31% 

2.2 

4 

.5 

Ques/Prob . Resolution 

4% 

47% 

16% 

33% 

2.2 

4 

.  6 

Improve .   in  Ques . 

5% 

50% 

20% 

25% 

2.4 
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RESPONDENTS  WHO  KNEW  ACCOUNT  MANAGER 


5.       MANAGEMENT  LEVEL  COMMUNICATIONS 


Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratinq 

D  .  J. 

CA90s  Book 

37% 

r-  r-  Q, 

55-S 

8-6 

0-6 

3  .  3 

5.2 

CA  Exec.  Report 

11% 

68% 

21% 

0% 

2.9 

5.3 

CA  Insight 

7% 

72% 

21% 

0% 

2.9 

5.4 

Prod.  Announcements  7% 

73% 

14% 

6% 

2.8 

5.5 

Pricing  Handbook 

14% 

70% 

8% 

8% 

2.9 

5.6 

Support  Handbook 

14% 

70% 

16% 

0% 

3.0 

5.7 

Doc.  Price  Guide 

7% 

75% 

18% 

0% 

2.9 
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RESPONDENTS  WHO  KNEW  ACCOUNT  MANAGER 

6 .  GENERAL 


Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratina 

6 . 1 

Business  Ease 

6% 

64% 

28% 

2% 

2.7 

6.2 

Product  Quality 

19% 

61% 

20% 

0% 

3  .  0 

6.3 

Staff  Quality 

16% 

59% 

21% 

4% 

2.9 

6.4 

Svce/Support  Qual . 

15% 

56% 

25% 

4% 

2.8 

6.5 

Responsiveness 

6% 

60% 

23% 

11% 

2.6 

6.6 

IS  Req.  Capability 

16% 

53% 

31% 

0% 

2.8 

6.7 

Improve,   in  Comm. 

23% 

58% 

15% 

4% 

3  .  0 

RESPONDENTS  WHO  DID  NOT  KNOW  THEIR  ACCOUNT  MANAGER 


1.       ACCOUNT  MANAGEMENT 


Frequency  Mean 
Very  Good       Good  Fair  Poor  Rating 


i. 

1 

Overall  Relationship 

33% 

17% 

17% 

33% 

2  .  5 

1. 

2 

Freq.  of  Visits 

0% 

50% 

25% 

25% 

2  .  3 

1. 

3 

Knowledge  of  Co. 

17% 

17% 

50% 

16% 

2.3 

1. 

4 

Solution  Ability 

0% 

60% 

20% 

20% 

2.4 

1. 

5 

Arrange  for  SE 

33% 

50% 

0% 

17% 

3.0 

1. 

6 

Communicate  CA  Phil . 

33% 

33% 

17% 

17% 

2.8 

1. 

7 

Client/Business  Rel. 

17% 

33% 

33% 

17% 

2.5 

1. 

8 

Improvements  in  AM 

17% 

50% 

17% 

16% 

2.7 

• 

7  respondents  in  this 

group 

22 


RESPONDENTS  WHO  DID  NOT  KNOW  THEIR  ACCOUNT  MANAGER 


2.        PRODUCT  SERVICE  AND  SUPPORT 


Frequency  Mean 
Very  Good       Good  Fair  Poor  Rating 


2.1 

Delivery  Time 

0% 

80% 

20% 

0% 

2.8 

2.2 

Ease  of  Install. 

0% 

60% 

20% 

20% 

2.4 

2.3 

Implementation  Ease 

0% 

60% 

40% 

0% 

2.6 

2.4 

Qual.Prod.  Train' g 

0% 

40% 

60% 

0% 

2.4 

2.5 

Telephone  Support 
Availability 

0% 

60% 

40% 

0% 

2  .  6 

Skill  of  Personnel 

0% 

67% 

33% 

0% 

2.7 

2.6 

On-site  Tech  Support 
Availability 

0% 

60% 

20% 

20% 

2.4 

Skill  of  Personnel 

50% 

50% 

0% 

0% 

3  .  5 

2.7 

Escalation  Proced. 

0% 

75% 

25% 

0% 

2.8 

2  .  8 

Prof.  Services 
Availability 

0% 

50% 

50% 

0% 

2  .  5 

Skill  of  Personnel 

0% 

100%* 

0% 

0% 

3  .  0 

2.9 

Responsiveness-S/W 

0% 

60% 

40% 

0% 

2.6 

2.10 

Improve,   in  S/S 

0% 

50% 

25% 

25% 

2.3 

*  3 

respondents  answering 

question 
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RESPONDENTS  WHO  DID  NOT  KNOW  THEIR  ACCOUNT  MANAGER 


3.       PRODUCT  QUALITY 

3 . 1    Systems  Management  Software 

Respondents  reporting  types  of  Software 


• 

Automated  Production  Control 
Automated  Storage  Mgmt. 
Performance  Mgmt.  Acc'ting 
Data  Center  Admin 
Security,  Control  &  Audit 

60% 
40% 
40% 
20% 
60% 

Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratinq 

a. 

Functional ity 

20% 

80% 

0% 

0% 

3.2 

b. 

Integration 

0% 

100% 

0% 

0-6 

3  .  0 

c. 

Reliability 

0% 

100% 

0% 

0% 

3  .  0 

d. 

Documentation 

0% 

60% 

40% 

0% 

2.6 

e. 

Improv.   in  guality  0% 

75% 

0% 

25% 

2.5 

*  5 

respondents  in  group. 

3  .  2 

Information  Management  Software 

Respondents  reporting  types  of  Software 

• 
• 

Database  Mgmt.  Systems 
Application  Development 

80% 
40% 

Verv  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Rating 

a . 

Functional ity 

0% 

100% 

0% 

0% 

3 . 0 

b. 

Integration 

0% 

100% 

0% 

0% 

3 . 0 

c. 

Reliability 

25% 

75% 

0% 

0% 

3  .  3 

d. 

Documentation 

0% 

100% 

0% 

0% 

3  .  0 

e. 

Improv.   in  guality  0% 

25% 

50% 

25% 

2  .  0 

*    4  respondents  answering  rating  questions. 


RESPONDENTS  WHO  DID  NOT  KNOW  THEIR  ACCOUNT  MANAGER 

3.3     Business  Application  Software 

Respondents  reporting  types  of  Software 

Financial  Mgmt.  0% 

Banking  Mgmt.  0% 

Manfacturing  Mgmt.  50% 

Distribution  Mgmt.  0% 


H/R  Mgmt. 

50% 

Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratina 

a. 

Functional ity 

0% 

100% 

0% 

0% 

3.0 

b. 

Integration 

0% 

100% 

0% 

0% 

3  .  0 

c . 

Reliability 

0% 

100% 

0% 

0% 

3  .  0 

d. 

Documentation 

0% 

100% 

0% 

0% 

3.0 

e. 

Improv.   in  quality 

0% 

100% 

0% 

0% 

3.0 

*    2  respondents  in  this  group. 


■ 
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RESPONDENTS  WHO  DID  NOT  KNOW  THEIR  ACCOUNT  MANAGER 
4.        BUSINESS  PRACTICES 


Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Rat  ina 

4 

.1 

Clarity/Compre . 

0% 

50% 

33% 

17% 

2.3 

4 

.2 

Pricing/Conditions 

0% 

17% 

66% 

17% 

2.0 

4 

.3 

Processing  Speed 

0% 

67% 

33% 

0% 

2.7 

4 

.4 

Invoice  Accuracy 

0% 

66% 

17% 

17% 

2.5 

4 

.5 

Ques/Prob . Resolution 

0% 

50% 

17% 

33% 

2.2 

4 

.6 

Improve,  in  Ques. 

0% 

40% 

60% 

0% 

2  .  4 

RESPONDENTS  WHO  DID  NOT  KNOW  THEIR  ACCOUNT  MANAGER 


5.       MANAGEMENT  LEVEL  COMMUNICATIONS 


Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratinq 

D  •  X 

LA^US    DOOK                                   O  O -6 

~)  U  "o 

0% 

3  ? 

•J  »  A 

5.2 

CA  Exec.  Report  0% 

80% 

20% 

0% 

2.8 

5.3 

CA  Insight  0% 

75% 

25% 

0% 

2.8 

5.4 

Prod.  Announcements  0% 

100% 

0% 

0% 

3.0 

5.5 

Pricing  Handbook  0% 

34% 

33% 

33% 

2.0 

5.6 

Support  Handbook  0% 

50% 

50% 

0% 

2.5 

5.7 

Doc.  Price  Guide  0% 

25% 

50% 

25% 

2  .  0 

RESPONDENTS  WHO  DID  NOT  KNOW  THEIR  ACCOUNT  MANAGER 


6 .  GENERAL 


Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratina 

i 

J_ 

Business  Ease 

17% 

17% 

66% 

0% 

2 . 5 

6. 

2 

Product  Quality 

0% 

67% 

33% 

0% 

2.7 

6. 

3 

Staff  Quality 

0% 

67% 

33% 

0% 

2.7 

6. 

4 

Svce/Support  Qual. 

0% 

40% 

60% 

0% 

2.4 

6. 

5 

Responsiveness 

0% 

50% 

50% 

0% 

2  .  5 

6. 

6 

IS  Req.  Capability 

0% 

33% 

67% 

0% 

2.3 

6. 

7 

Improve,   in  Comm. 

0% 

60% 

20% 

20% 

2.4 
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USERS  OF  SYSTEMS  MANAGEMENT  SOFTWARE 

(Respondents:  47) 

1.       ACCOUNT  MANAGEMENT 

Frequency  Mean 

Very  Good       Good  Fair  Poor  Rating 

1.1  Overall  Relationship  38%              40%  16%  6%  3.1 

1.2  Freq.   of  Visits            25%              43%  16%  16%  2.8 

1.3  Knowledqe  of  Co.            6%               38%  43%  13%  2.4 

1.4  Solution  Ability           9%               48%  41%  2%  2.6 

1.5  Arranqe  for  SE               31%               42%  20%  7%  3.0 

1.6  Communicate  CA  Phil.    23%               49%  23%  5%  2.9 

1.7  Client/Business  Rel.   21%               36%  30%  13%  2.7 

1.8  Improvements  in  AM       28%               52%  7%  14%  2.9 


89%  of  the  respondents  knew  the  name  of  their  Account  Manager. 
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USERS  OF  SYSTEMS  MANAGEMENT  SOFTWARE 
2.        PRODUCT  SERVICE  AND  SUPPORT 


Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratincf 

2.1 

Uciivery   i  ±iue 

Q  O, 

68% 

21% 

2% 

2.8 

2.2 

LdS6    OX    inSLdil . 

r>  s- 

Z  -6 

54% 

35% 

9% 

2.5 

2.3 

xinp _L eiueiu ta t x on  tase 

48% 

46% 

4% 

2.5 

2.4 

Qual.Prod.  Train 'g 

6% 

47% 

42% 

5% 

2.5 

2.5 

Telephone  Support 
nvaiiajjii  x  uy 

39% 

28% 

7% 

2.8 

UA.1  J  L       Ul       1   Cl  DU1111C1 

J.VJ  O 

45% 

35% 

2% 

2  .  8 

2.6 

On-site  Tech  Support 
Availability 

11% 

46% 

32% 

11% 

2.6 

Skill  of  Personnel 

28% 

44% 

22% 

6% 

2.9 

2.7 

Escalation  Proced. 

8% 

56% 

31% 

5% 

2.7 

2.8 

Prof.  Services 
Availability 

11% 

68% 

21% 

0% 

2.9 

Skill  of  Personnel 

20% 

65% 

10% 

5% 

3  .  0 

2.9 

Responsiveness-S/W 

12% 

53% 

33% 

2% 

2.7 

2.10 

Improve,   in  S/S 

8% 

61% 

18% 

13% 

2.6 
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USERS  OF  SYSTEMS  MANAGEMENT  SOFTWARE 

3.       PRODUCT  QUALITY 

3 . 1    Systems  Management  Software 

Respondents  reporting  types  of  Software 


• 

Automated  Production  Control 
Automated  Storage  Mgmt. 
Performance  Mgmt.  Acc'ting 
Data  Center  Admin 
Security,  Control  &  Audit 

38% 
40% 
38% 
30% 
68% 

Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Rating 

a. 

Functionality 

26% 

74% 

0% 

0% 

3 . 3 

b. 

Integration 

7% 

65% 

28% 

0% 

2 . 8 

c. 

Reliability 

25% 

73% 

2% 

0% 

3.2 

d. 

Documentation 

5% 

62% 

29% 

4% 

2.7 

e. 

Improv.   in  quality  3% 

64% 

30% 

3% 

2.7 

3 . 2     Information  Management  Software 
Respondents  reporting  types  of  Software 


• 
• 

Database  Mgmt.  Systems 
Application  Development 

80% 
54% 

Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Rating 

a. 

Functional ity 

31% 

58% 

11% 

0% 

3.2 

b. 

Integration 

4% 

73% 

15% 

8% 

2 . 7 

c. 

Reliability 

31% 

50% 

19% 

0% 

3 . 1 

d. 

Documentation 

8% 

60% 

32% 

0% 

2.8 

e. 

Improv.   in  quality  16% 

44% 

28% 

12% 

2.6 
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USERS  OF  SYSTEMS  MANAGEMENT  SOFTWARE 


3.3     Business  Application  Software 
Respondents  reporting  types  of  Software 


• 

• 

Financial  Mgmt. 
Banking  Mgmt. 
Manfacturing  Mgmt. 
Distribution  Mgmt. 
H/R  Mgmt. 

50% 
8% 
25% 
17% 
17% 

Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Rating 

a. 

Functional ity 

17% 

58% 

25% 

0% 

2.9 

b. 

Integration 

8% 

42% 

42% 

8% 

2.5 

c. 

Reliability 

25% 

58% 

17% 

0% 

3.1 

d. 

Documentation 

0% 

45% 

55% 

0% 

2.5 

e. 

Improv.  in  quality 

29% 

57% 

14% 

0% 

2.1 
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USERS  OF  SYSTEMS  MANAGEMENT  SOFTWARE 


4.       BUSINESS  PRACTICES 


Verv  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratina 

4 

.  1 

Clarity/Compre . 

4% 

52% 

31% 

13% 

2.5 

4 

.  2 

Pricing/Conditions 

2% 

37% 

37% 

24% 

2.2 

4 

.3 

Processing  Speed 

7% 

64% 

22% 

7% 

2.7 

4 

.4 

Invoice  Accuracy 

2% 

51% 

20% 

27% 

2.3 

4 

.5 

Ques/Prob . Resolution 

2% 

48% 

18% 

32% 

2.2 

4 

.6 

Improve,  in  Ques. 

5% 

50% 

22% 

23% 

2.4 
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USERS  OF  SYSTEMS  MANAGEMENT  SOFTWARE 
5.       MANAGEMENT  LEVEL  COMMUNICATIONS 


Verv  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Rating 

D.J. 

CA90s  Book 

39% 

9% 

0% 

\J  o 

3 . 3 

5.2 

CA  Exec.  Report 

11% 

68% 

21% 

0% 

2.9 

5.3 

CA  Insight 

8% 

70% 

22% 

0% 

2.9 

5.4 

Prod.  Announcements  7% 

76% 

12% 

5% 

2.9 

5.5 

Pricing  Handbook 

16% 

59% 

12% 

13% 

2.8 

5.6 

Support  Handbook 

15% 

64% 

21% 

0% 

2.9 

5.7 

Doc.  Price  Guide 

7% 

63% 

26% 

4% 

2.7 
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USERS  OF  SYSTEMS  MANAGEMENT  SOFTWARE 

6 .  GENERAL 


Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratinq 

6 . 1 

Business  Ease 

4% 

60% 

36% 

0% 

2.7 

6.2 

Product  Quality 

15% 

66% 

19% 

0% 

3.0 

6.3 

Staff  Quality 

13% 

61% 

22% 

4% 

2.8 

6.4 

Svce/Support  Qual. 

11% 

58% 

27% 

4% 

2.8 

6.5 

Responsiveness 

4% 

59% 

28% 

9% 

2.6 

6.6 

IS  Req.  Capability 

14% 

51% 

35% 

0% 

2  .  8 

6.7 

Improve,   in  Comm. 

24% 

58% 

11% 

7% 

3  .  0 
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USERS  OF  INFORMATION  MANAGEMENT  SOFTWARE 
(Respondents:  29) 


1.       ACCOUNT  MANAGEMENT 

Frequency  Mean 

Very  Good  Good  Fair  Poor  Rating 

1.1  Overall  Relationship  32%  39%  18%  11%  2.9 

1.2  Freq.   of  Visits  14%  45%  18%  23%  2.5 

1.3  Knowledqe  of  Co.  7%  45%  31%  17%  2.4 

1.4  Solution  Ability  7%  43%  46%  4%  2.5 

1.5  Arrange  for  SE  31%  41%  24%  3%  3.0 

1.6  Communicate  CA  Phil.   24%  48%  21%  7%  2.9 

1.7  Client/Business  Rel .   17%  38%  31%  14%  2.6 

1.8  Improvements  in  AM      32%  43%  11%  14%  2.9 


83%  of  the  respondents  knew  the  name  of  their  Account  Manager. 
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USERS  OF  INFORMATION  MANAGEMENT  SOFTWARE 
2.        PRODUCT  SERVICE  AND  SUPPORT 


Frequency  Mean 
Very  Good       Good  Fair  Poor  Rating 


2.1 

Delivery  Time 

4% 

71% 

17% 

8% 

2.7 

2.2 

Ease  of  Install. 

0% 

52% 

36% 

12% 

2.4 

2.3 

Implementation  Ease 

0% 

52% 

44% 

4% 

2.5 

2.4 

Qual.Prod.  Train' g 

0% 

55% 

40% 

5% 

2.5 

2  .  5 

Telephone  Support 
Availability 

36% 

32% 

28% 

4% 

3  .  0 

Skill  of  Personnel 

26% 

39% 

35% 

0% 

2  .  9 

2  .  6 

On-site  Tech  Support 
Availability 

10% 

35% 

35% 

20% 

2.4 

Skill  of  Personnel 

29% 

35% 

24% 

12% 

2.8 

2.7 

Escalation  Proced. 

9% 

65% 

26% 

0% 

2  .  8 

2  .  8 

Prof.  Services 
Availability 

8% 

75% 

17% 

0% 

2.9 

Skill  of  Personnel 

23% 

69% 

0% 

8% 

3.1 

2.9 

Responsiveness-S/W 

20% 

36% 

44% 

0% 

2.8 

2  . 10 

Improve,   in  S/S 

4% 

63% 

21% 

12% 

2  .  6 
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USERS  OF  INFORMATION  MANAGEMENT  SOFTWARE 


3.       PRODUCT  QUALITY 

3 . 1    Systems  Management  Software 


Respondents  reporting  types  of  Software 


• 

• 

Automated  Production  Control 
Automated  Storage  Mgmt. 
Performance  Mgmt.  Ace' ting 
Data  Center  Admin 
Security,   Control  &  Audit 

27% 
27% 
50% 
19% 
58% 

Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Rat  incf 

a . 

Functionality 

31% 

69% 

0% 

0% 

3.0 

b. 

Integration 

4% 

69% 

27% 

0% 

2.8 

c. 

Reliability 

24% 

76% 

0% 

0% 

3  . 2 

d. 

Documentation 

0% 

68% 

32% 

r\  o, 

0-S 

2  .  7 

e. 

Improv.  in  guality  0% 

80% 

15% 

OS 

O  Q 
Z  .  O 

3.2 

Information  Management  Software 

Respondents  reporting  types  of  Software 

• 
• 

Database  Mgmt.  Systems 
Application  Development 

79% 
55% 

Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratincr 

a. 

Functionality 

32% 

57% 

11% 

0% 

3 . 2 

b. 

Integration 

4% 

75% 

14% 

7% 

2  .  8 

c. 

Reliability 

29% 

50% 

21% 

0% 

3  . 1 

d. 

Documentation 

7% 

56% 

37% 

0% 

2.7 

e. 

Improv.   in  quality  15% 

46% 

27% 

12% 

2  .  7 
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USERS  OF  INFORMATION  MANAGEMENT  SOFTWARE 


3.3     Business  Application  Software 

Respondents  reporting  types  of  Software 

Financial  Mgmt.  40% 

•        Banking  Mgmt.  10% 

Manfacturing  Mgmt.  40% 

Distribution  Mgmt.  10% 

H/R  Mgmt.  "  20% 


Very  Good 

Freguency 
Good 

Fair 

Poor 

Mean 
Ratincf 

a. 

Functionality 

11% 

78% 

11% 

0% 

3 . 0 

b. 

Integration 

11% 

45% 

33% 

11% 

2.6 

c. 

Reliability 

22% 

67% 

11% 

0% 

3.1 

d. 

Documentation 

0% 

50% 

50% 

0% 

2.5 

e. 

Improv.   in  guality 

0% 

33% 

50% 

17% 

2  .  2 
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USERS  OF  INFORMATION  MANAGEMENT  SOFTWARE 


4. 

BUSINESS  PRACTICES 

Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Rating 

Clarity/Compre . 

4% 

48% 

45% 

3% 

2 . 5 

4.2 

Pricing/Conditions 

0% 

31% 

52% 

17% 

2.1 

4  .  3 

Processing  Speed 

0% 

64% 

29% 

7% 

2  .  6 

4.4 

Invoice  Accuracy 

0% 

48% 

17% 

35% 

2.1 

4.5 

Ques/Prob . Resolution 

0% 

43% 

18% 

39% 

2.0 

4.6 

Improve,  in  Ques. 

0% 

46% 

33% 

21% 

2.3 
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USERS  OF  INFORMATION  MANAGEMENT  SOFTWARE 
5.       MANAGEMENT  LEVEL  COMMUNICATIONS 


Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Rating 

D  •  X 

57% 

7% 

0% 

3  .  3 

5.2 

CA  Exec.  Report  10% 

81% 

9% 

0% 

3.0 

5.3 

CA  Insight  4% 

78% 

18% 

0% 

2.9 

5.4 

Prod.  Announcements  8% 

77% 

11% 

4% 

2.9 

5.5 

Pricing  Handbook  11% 

67% 

17% 

5% 

2.8 

5.6 

Support  Handbook  17% 

61% 

22% 

0% 

2.9 

5.7 

Doc.  Price  Guide  0% 

67% 

33% 

0% 

2.7 
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USERS  OF  INFORMATION  MANAGEMENT  SOFTWARE 

6 .  GENERAL 


Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratinq 

6 . 1 

Business  Ease 

4% 

55% 

41% 

0% 

2.6 

6.2 

Product  Quality 

17% 

66% 

17% 

0% 

3.0 

6.3 

Staff  Quality 

11% 

64% 

18% 

7% 

2.8 

6.4 

Svce/Support  Qual . 

11% 

52% 

33% 

4% 

2.7 

6.5 

Responsiveness 

4% 

52% 

33% 

11% 

2.5 

6.6 

IS  Req.  Capability 

18% 

43% 

39% 

0% 

2.8 

6.7 

Improve,   in  Comm. 

22% 

59% 

11% 

7% 

3.0 
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USERS  OF  BUSINESS  APPLICATION  SOFTWARE 
(Respondents:  15) 


1.       ACCOUNT  MANAGEMENT 

Frequency  Mean 
Very  Good       Good  Fair  Poor  Rating 


1.1 

Overall  Relationship 

29% 

36% 

14% 

21% 

2.7 

1.2 

Freq.   of  Visits 

15% 

54% 

8% 

23% 

2  .  6 

1.3 

Knowledqe  of  Co. 

0% 

53% 

27% 

20% 

2.3 

1.4 

Solution  Ability 

0% 

43% 

50% 

7% 

2.4 

1.5 

Arrange  for  SE 

27% 

33% 

20% 

20% 

2.7 

1.6 

Communicate  CA  Phil. 

0% 

73% 

20% 

7% 

2.7 

1.7 

Client/Business  Rel. 

7% 

40% 

33% 

20% 

2.3 

1.8 

Improvements  in  AM 

27% 

40% 

13% 

20% 

2.7 

87%  of  the  respondents  knew  the  name  of  their  Account  Manager. 


USERS  OF  BUSINESS  APPLICATION  SOFTWARE 


2.       PRODUCT  SERVICE  AND  SUPPORT 


Verv  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratincf 

2.1 

UCllVCi  J>      X  -L.1LIC 

0% 

64% 

36% 

0% 

2 . 6 

2.2 

Habc    vj i_    iiioLaii  . 

0% 

25% 

67% 

8% 

2.2 

2  .  3 

Tirinl  *»'m^'m't"at"  i  on  Fase 

0% 

8% 

84% 

8% 

2.0 

2.4 

Qual.Prod.  Train' g 

0% 

40% 

50% 

10% 

2.3 

2.5 

Telephone  Support 

Ava  liaJJixi  uy 

O  O 

25% 

50% 

17% 

2.3 

cjlci  1  1    of  PpTsonnel 

0% 

27% 

55% 

18% 

2.1 

2  .  6 

On-site  Tech  Support 
Availability 

0% 

50% 

30% 

20% 

2  .  3 

Skill  of  Personnel 

22% 

67% 

0% 

11% 

3  .  0 

2.7 

Escalation  Proced. 

0% 

50% 

42% 

8% 

2.4 

2.8 

Prof.  Services 
Availability 

0% 

100%* 

0% 

0% 

3  .  0 

Skill  of  Personnel 

25% 

63% 

12% 

0% 

3  . 1 

2.9 

Responsiveness-S/W 

0% 

25% 

67% 

8% 

2  .  2 

2.10 

Improve,   in  S/S 

0% 

42% 

33% 

25% 

2.2 

*    8  respondents . 
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USERS  OF  BUSINESS  APPLICATION  SOFTWARE 


3.        PRODUCT  QUALITY 

3 . 1    Systems  Management  Software 

Respondents  reporting  types  of  Software 

Automated  Production  Control  33% 

Automated  Storage  Mgmt.  25% 

Performance  Mgmt.  Acc'ting  42% 

Data  Center  Admin  17% 

Security,  Control  &  Audit  58% 


Very  Good 

Freguency 
Good 

Fair 

Poor 

Mean 
Ratina 

a. 

Functionality 

18% 

82% 

0% 

0% 

3.2 

b. 

Integration 

0% 

45% 

55% 

0% 

2.5 

c. 

Reliability 

9% 

91% 

0% 

0% 

3  . 1 

d. 

Documentation 

0% 

45% 

55% 

0% 

2  .  5 

e. 

Improv.   in  guality 

0% 

67% 

33% 

0% 

2.7 

3 . 2     Information  Management  Software 
Respondents  reporting  types  of  Software 


• 
• 

Database  Mgmt.  Systems 
Application  Development 

90% 
50% 

Very  Good 

Freguency 
Good 

Fair 

Poor 

Mean 
Ratina 

a . 

Functionality 

11% 

67% 

22% 

0% 

2 . 9 

b. 

Integration 

0% 

89% 

0% 

11% 

2.8 

c. 

Reliability 

22% 

56% 

22% 

0% 

3  .  0 

d. 

Documentation 

0% 

63% 

37% 

0% 

2  .  6 

e. 

Improv.   in  guality  0% 

50% 

38% 

12% 

2.4 
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USERS  OF  BUSINESS  APPLICATION  SOFTWARE 

3.3     Business  Application  Software 
Respondents  reporting  types  of  Software 


Financial  Mgmt. 
Banking  Mgmt. 
Manfacturing  Mgmt. 
Distribution  Mgmt. 
H/R  Mgmt. 

47% 
13% 
27% 
13% 
13% 

Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratina 

a. 

Functionality 

14% 

57% 

29% 

0% 

2.9 

b. 

Integration 

7% 

36% 

50% 

7% 

2.4 

c. 

Reliability 

22% 

64% 

14% 

0% 

3.1 

d. 

Documentation 

0% 

38% 

54% 

8% 

2.3 

e. 

Improv.   in  quality 

0% 

33% 

56% 

11% 

2.2 
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USERS  OF  BUSINESS  APPLICATION  SOFTWARE 


4 . 

BUSINESS  PRACTICES 

Verv  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Rating 

4  . 1 

Clarity/Compre . 

7% 

47% 

4  02: 

D-6 

Z  •  D 

4.2 

Pricing/Conditions 

0% 

33% 

54% 

13% 

2.2 

4.3 

Processing  Speed 

0% 

67% 

33% 

0% 

2.7 

4.4 

Invoice  Accuracy 

0% 

29% 

14% 

57% 

1.7 

4.5 

Ques/Prob . Resolution 

7% 

27% 

6% 

60% 

1.8 

4.6 

Improve,   in  Ques. 

0% 

25% 

33% 

42% 

1.8 
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USERS  OF  BUSINESS  APPLICATION  SOFTWARE 


5.       MANAGEMENT  LEVEL  COMMUNICATIONS 


Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratincf 

5.1 

CA90s  Book 

21% 

72% 

7% 

0% 

3.1 

5.2 

CA  Exec.  Report 

0% 

80% 

20% 

0% 

2.8 

5.3 

CA  Insight 

0% 

79% 

21% 

0% 

2.8 

5.4 

Prod.  Announcements  0% 

86% 

7% 

7% 

2.8 

5.5 

Pricing  Handbook 

18% 

64% 

9% 

9% 

2.9 

5.6 

Support  Handbook 

25% 

75% 

0% 

0% 

3.3 

5.7 

Doc.  Price  Guide 

14% 

86% 

0% 

0% 

3.1 
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USERS  OF  BUSINESS  APPLICATION  SOFTWARE 

6 .  GENERAL 


Verv  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratina 

6 . 1 

Business  Rasp 

\J  o 

H  VJ  "& 

u  ■& 

z  .  o 

6.2 

Product  Quality 

7% 

60% 

33% 

0% 

2.7 

6.3 

Staff  Quality 

0% 

67% 

27% 

6% 

2.6 

6.4 

Svce/Support  Qual. 

0% 

40% 

53% 

7% 

2.3 

6.5 

Responsiveness 

0% 

47% 

40% 

13% 

2.3 

6.6 

IS  Req.  Capability 

23% 

54% 

23% 

0% 

3  .  0 

6.7 

Improve,   in  Comm. 

14% 

50% 

21% 

14% 

2  .  6 

NUMBER  OF 

GEOGRAPHIC  GROUPINGS  RESPONDENTS 

Group  1       NY ,  MA ,  NH ,  RI ,  CT ,  VT ,  ME  6 

Group  2       NJ,OH,PA  2 

Group  3       DC,WV,DE,MI,NC,VA,KY,IN,MD  15 

Group  4       SC,MO, LA, AL, FL, TN, AR,MS , GA  10 

Group  5       TX,KS,OK  4 

Group  6        IL,IA,ND,NE,WI,MN,SD  9 

Group  7       NM,WYfWAf  IDfNV^Z^KfCOj^ORfUTfCA,!!!  11 

TOTAL  57 
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GROUP  1 


1.       ACCOUNT  MANAGEMENT 

Frequency  Mean 
Very  Good       Good  Fair  Poor  Rating 


1.1 

Overall  Relationship 

80% 

20% 

0% 

0% 

3.8 

1.2 

Freq.   of  Visits 

33% 

67% 

0% 

0% 

3.3 

1.3 

Knowledge  of  Co. 

17% 

66% 

0% 

17% 

2.8 

1.4 

Solution  Ability 

17% 

50% 

17% 

16% 

2.7 

1.5 

Arrange  for  SE 

75% 

0% 

0% 

25% 

3.3 

1.6 

Communicate  CA  Phil. 

50% 

50% 

0% 

0% 

3.5 

1.7 

Client/Business  Rel . 

50% 

17% 

17% 

16% 

3.0 

1.8 

Improvements  in  AM 

80% 

0% 

0% 

20% 

3.4 

100%  of  the  respondents  knew  the  name  of  their  Account  Manager. 


GROUP  1 


2 

• 

PRODUCT  SERVICE  AND 

SUPPORT 

Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratinq 

2 

.  1 

Delivery  Time 

0% 

100% 

0% 

0% 

3 . 0 

2 

.  2 

Ease  of  Install. 

0% 

\J  o 

100% 

0% 

0% 

3.0 

2 

.3 

Ibid  1  enemta t  i  on  Ka<?p 

0% 

<J  o 

67% 

33% 

0% 

2.7 

2 

.4 

Qual.Prod.  Train 'g 

0% 

67% 

33% 

0% 

2.7 

2 

.5 

Telephone  Support 
Availabilitv 

67% 

0% 

33% 

0% 

3  .  3 

Skill  of  Personnel 

0% 

100% 

0% 

0% 

3.0 

2 

.6 

On-site  Tech  Support 
Availability 

50% 

0% 

50% 

0% 

3  .  0 

Skill  of  Personnel 

100% 

0% 

0% 

0% 

4.0 

2 

.  7 

Escalation  Proced. 

33% 

67% 

0% 

0% 

3  .  3 

2 

.8 

Prof.  Services 
Availability 

0% 

0% 

0% 

0% 

N/A 

Skill  of  Personnel 

0% 

100% 

0% 

0% 

3  .  0 

2 

.9 

Responsiveness-S/W 

67 

33% 

0% 

0% 

3.7 

2 

.  10 

Improve,   in  S/S 

0% 

100% 

0% 

0% 

3  .  0 
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GROUP  1 

3.        PRODUCT  QUALITY 

3.1    Systems  Management  Software 

Respondents  reporting  types  of  Software 

Automated  Production  Control  33% 
Automated  Storage  Mgmt.  33% 


Performance  Mgmt. 
Data  Center  Admin 
Security,  Control 

Acc 1  ting 
&  Audit 

67% 
33% 
67% 

Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratina 

a. 

Functionality 

67% 

33% 

0% 

0% 

3.7 

b. 

Integration 

0% 

100% 

0% 

0% 

3  .  0 

c. 

Reliability 

33% 

67% 

0% 

0% 

3.3 

d. 

Documentation 

0% 

100% 

0% 

0% 

3  .  0 

e. 

Improv.  in  guality  0% 

100% 

0% 

0% 

3.0 

3.2 

Information  Management  Software 

Respondents  reporting  types  of  Software 

• 
• 

Database  Mgmt.  Systems 
Application  Development 

67% 
100% 

Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratincf 

a. 

Functional ity 

33% 

67% 

0% 

0% 

3.3 

b. 

Integration 

34% 

33% 

33% 

0% 

3.0 

c. 

Reliability 

34% 

33% 

33% 

0% 

3.0 

d. 

Documentation 

34% 

33% 

33% 

0% 

3  .  0 

e. 

Improv.   in  quality 

33% 

67% 

0% 

0% 

3  .  3 
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GROUP  1 


3.3     Business  Application  Software 
Respondents  reporting  types  of  Software 


Financial  Mgmt.  0% 

Banking  Mgmt.  0% 

Manfacturing  Mgmt.  0% 

Distribution  Mgmt.  0% 

H/R  Mgmt.  0% 

Frequency 

Very  Good  Good 

a.  Functionality  0%  0% 

b.  Integration  0%  0% 

c.  Reliability  0%  0% 

d.  Documentation  0%  0% 

e.  Improv.  in  quality       0%  0% 


Mean 

Fair  Poor  Rating 

0%  0%  0 

0%  0%  0 

0%  0%  0 

0%  0%  0 

0%  0%  0 
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GROUP  1 

4.        BUSINESS  PRACTICES 


Very  Good 

Frequency 

r  aii 

Mean 
Rat  incf 

4. 

1 

Clarity/Compre . 

0% 

75% 

25% 

0% 

2.8 

4. 

2 

Pricing/Conditions 

0% 

50% 

50% 

0% 

2.5 

4. 

3 

Processing  Speed 

0% 

50% 

50% 

0% 

2.5 

4. 

4 

Invoice  Accuracy 

0% 

50% 

25% 

25% 

2.3 

4. 

5 

Ques/Prob . Resolution 

0% 

25% 

50% 

25% 

2.0 

4. 

6 

Improve,   in  Ques. 

0% 

33% 

67% 

0% 

2  .  3 
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GROUP  1 

5.       MANAGEMENT  LEVEL  COMMUNICATIONS 


Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Rating 

5.1 

CA90s  Book  50% 

33% 

17% 

0% 

3.3 

5.2 

CA  Exec.  Report  34% 

33% 

33% 

0% 

3  .  0 

5.3 

CA  Insight  34% 

33% 

33% 

0% 

3.0 

5.4 

Prod.  Announcements     3  4% 

33% 

0% 

33% 

2.7 

5.5 

Pricing  Handbook  0% 

50% 

50% 

0% 

2.5 

5.6 

Support  Handbook  0% 

50% 

50% 

0% 

2.5 

5.7 

Doc.  Price  Guide  0% 

50% 

50% 

0% 

2.5 
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GROUP  1 


6 .  GENERAL 


Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratincf 

6 . 

1 

D  \J  o 

ITS- 

U  -5 

±  /  -6 

6. 

2 

Product  Quality 

40% 

60% 

0% 

0% 

3.4 

6. 

3 

Staff  Quality 

50% 

33% 

17% 

0% 

3.3 

6. 

4 

Svce/ Support  Qual . 

40% 

40% 

20% 

0% 

3.2 

6. 

5 

Responsiveness 

40% 

40% 

0% 

20% 

3.0 

6. 

6 

IS  Req.  Capability 

20% 

40% 

40% 

0% 

2.8 

6. 

7 

Improve,   in  Comm. 

20% 

60% 

20% 

0% 

3  .  0 
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GROUP  2 


1.       ACCOUNT  MANAGEMENT 


Verv  Good 

Good 

Fair 

Mean 
Poor  Rating 

1.1 

Overall  Relationship  50% 

50% 

0% 

0% 

3.5 

1.2 

Freq.  of  Visits 

0% 

100% 

0% 

0% 

3 . 0 

1.3 

Knowledge  of  Co. 

0% 

±  u  u  o 

0% 

3  .  0 

1.4 

Solution  Ability 

0% 

100% 

0% 

0% 

3  .  0 

1.5 

Arrange  for  SE 

50% 

0% 

50% 

0% 

3  .  0 

1.6 

Communicate  CA  Phil. 

0% 

100% 

0% 

0% 

3  .  0 

1.7 

Client/Business  Rel. 

0% 

50% 

50% 

0% 

2.5 

1.8 

Improvements  in  AM 

0% 

100% 

0% 

0% 

3  .  0 

• 

100%  of  the  respondents  knew 

the  name  of 

their 

Account 

Manager. 

GROUP  2 


2.        PRODUCT  SERVICE  AND  SUPPORT 


Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratinq 

2 

.  1 

ucixvcijr     j.  xiLlti 

U  o 

100% 

0% 

0% 

3.0 

2 

.2 

ijuac    Ul    1  lib  Lai  1  ■ 

U-6 

50% 

50% 

0% 

2.5 

2 

.3 

HS- 
U'S 

100% 

0% 

0% 

3  .  0 

2 

.4 

Qual.Prod.  Train 'g 

0% 

50% 

50% 

0% 

2.5 

2 

.5 

Telephone  Support 

ns- 

100% 

0% 

0% 

3.0 

Skill   of  Personnpl 

0% 

\J  o 

50% 

50% 

0% 

2.5 

2 

.  6 

On-site  Tech  Support 
Availability 

0% 

100% 

0% 

0% 

3  .  0 

Skill  of  Personnel 

0% 

50% 

50% 

0% 

2.5 

2 

.7 

Escalation  Proced. 

0% 

50% 

50% 

0% 

2.5 

2 

.8 

Prof.  Services 
Availability 

0% 

100% 

0% 

0% 

3.0 

Skill  of  Personnel 

0% 

100% 

0% 

0% 

3.0 

2 

.  9 

Responsiveness-S/W 

0% 

50% 

50% 

0% 

2.5 

2 

.  10 

Improve,   in  S/S 

0% 

50% 

50% 

0% 

2.5 
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GROUP  2 

3.       PRODUCT  QUALITY 

3 . 1    Systems  Management  Software 

Respondents  reporting  types  of  Software 


Automated  Production  Control 

50% 

Automated  Storage  Mgmt. 

50% 

Performance  Mgmt. 

Acc 1  ting 

0% 

Data  Center  Admin 

50% 

Security,  Control 

&  Audit 

100% 

Freguency 

Mean 

Very  Good 

Good 

Fair 

Poor 

Ratina 

a. 

Functionality 

50% 

50% 

0% 

0% 

3.5 

b. 

Integration 

0% 

50% 

50% 

0% 

2 . 5 

c. 

Reliability 

50% 

50% 

0% 

0% 

3.5 

d. 

Documentation 

0% 

100% 

0% 

0% 

3.0 

e. 

Improv.  in  quality 

0% 

100% 

0% 

0 

3  .  0 

3 . 2     Information  Management  Software 
Respondents  reporting  types  of  Software 


• 
• 

Database  Mgmt.  Systems 
Application  Development 

0% 
100% 

Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratina 

a. 

Functionality 

0% 

100% 

0% 

0% 

3 . 0 

b. 

Integration 

0% 

100% 

0% 

0% 

3 . 0 

c. 

Reliability 

0% 

100% 

0% 

0% 

3 . 0 

d. 

Documentation 

0% 

100% 

0% 

0% 

3.0 

e. 

Improv.  in  quality  0% 

0% 

100% 

0% 

2  .  0 
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GROUP  2 


3.3     Business  Application  Software 
Respondents  reporting  types  of  Software 


a. 
b. 
c. 
d. 
e. 


Financial  Mgmt. 
Banking  Mgmt. 
Manfacturing  Mgmt. 
Distribution  Mgmt. 
H/R  Mgmt. 


0% 
0% 
0% 
0% 
0% 

Freguency 
Very  Good  Good 


Functionality  0% 

Integration  0% 

Reliability  0% 

Documentation  0% 

Improv.   in  guality  0% 


0% 
0% 
0% 
0% 
0% 


Fair 
0% 
0% 
0% 
0% 
0% 


Poor 
0% 
0% 
0% 
0% 
0% 


Mean 
Rating 

0 

0 

0 

0 

0 
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GROUP  2 

4.        BUSINESS  PRACTICES 


Very  Good 

Frequency 

uUUU 

r  ci±i 

Dnny 

Mean 

x\cl  1.11 1M 

4. 

1 

Clar ity/Compre . 

0% 

100% 

0% 

0% 

3  .  0 

4. 

2 

Pricing/Conditions 

0% 

50% 

50% 

0% 

2.5 

4. 

3 

Processing  Speed 

0% 

100% 

0% 

0% 

3.0 

4. 

4 

Invoice  Accuracy 

0% 

100% 

0% 

0% 

3.0 

4  . 

5 

Ques/Prob . Resolution 

0% 

0% 

100% 

0% 

2.0 

4. 

6 

Improve,   in  Ques. 

0% 

50% 

50% 

0% 

2  .  5 
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GROUP  2 


5. 

MANAGEMENT  LEVEL 

COMMUNICATIONS 

Verv  Good 

r  requency 
Good 

Fair 

Poor 

Mean 
Ratina 

5.1 

CA90S  Book 

100% 

0% 

0% 

0% 

4.0 

5.2 

CA  Exec.  Report 

0% 

100% 

0% 

yj  o 

5.3 

CA  Insight 

0% 

100% 

0% 

0% 

3.0 

5.4 

Prod.  Announcements  0% 

100% 

0% 

0% 

3.0 

5.5 

Pricing  Handbook 

0% 

100% 

0% 

0% 

3  .  0 

5.6 

Support  Handbook 

0% 

100% 

0% 

0% 

3  .  0 

5.7 

Doc.  Price  Guide 

0% 

100% 

0% 

0% 

3.0 

GROUP  2 


6 .  GENERAL 


Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratina 

6 . 1 

Business  Ease 

0% 

1  00$: 

ns- 

os- 

J  .  u 

6.2 

Product  Quality 

0% 

100% 

0% 

0% 

3  .  0 

6.3 

Staff  Quality 

0% 

100% 

0% 

0% 

3  .  0 

6.4 

Svce/Support  Qual. 

0% 

50% 

50% 

0% 

2.5 

6.5 

Responsiveness 

0% 

100% 

0% 

0% 

3  .  0 

6.6 

IS  Req.  Capability 

0% 

50% 

50% 

0% 

2.5 

6.7 

Improve,  in  Comm. 

0% 

100% 

0% 

0% 

3.0 
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GROUP  3 


1.       ACCOUNT  MANAGEMENT 

Frequency  Mean 
Very  Good       Good  Fair  Poor  Rating 


1. 

1 

Overall  Relationship 

14% 

43% 

29% 

14% 

2.6 

1. 

2 

Freq.  of  Visits 

8% 

42% 

33% 

17% 

2.4 

1. 

3 

Knowledqe  of  Co. 

7% 

7% 

66% 

20% 

2.0 

1. 

4 

Solution  Ability 

0% 

21% 

79% 

0% 

2.2 

1. 

5 

Arrange  for  SE 

13% 

54% 

33% 

0% 

2.8 

1. 

6 

Communicate  CA  Phil. 

13% 

54% 

33% 

0% 

2.8 

1. 

7 

Client/Business  Rel. 

7% 

33% 

47% 

13% 

2.3 

1. 

8 

Improvements  in  AM 

7% 

65% 

14% 

14% 

2  .  6 

100%  of  the  respondents  knew  the  name  of  their  Account  Manager. 


GROUP  3 


2.        PRODUCT  SERVICE  AND  SUPPORT 


Verv  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratina 

2 

.1 

Delivery  Time 

0% 

50% 

33% 

17% 

2.3 

2 

.2 

Ease  of  Install. 

0% 

39% 

38% 

23% 

2.2 

2 

.3 

Implementation  Ease 

8% 

39% 

38% 

15% 

2.4 

2 

.4 

Qual.Prod.  Train' g 

10% 

70% 

10% 

10% 

2.8 

2 

.5 

Telephone  Support 
Availability 

31% 

23% 

38% 

8% 

2.8 

Skill  of  Personnel 

18% 

27% 

55% 

0% 

2.6 

2 

.  6 

On-site  Tech  Support 
Availability 

0% 

27% 

37% 

36% 

1.9 

Skill  of  Personnel 

11% 

56% 

11% 

22% 

2  .  6 

2 

.  7 

Escalation  Proced. 

0% 

55% 

45% 

0% 

2.5 

2 

.8 

Prof.  Services 
Availability 

0% 

67% 

33% 

0% 

2.7 

Skill  of  Personnel 

0% 

67% 

17% 

16% 

2.5 

2 

.9 

Responsiveness-S/W 

8% 

38% 

54% 

0% 

2.5 

2 

.10 

Improve,   in  S/S 

0% 

46% 

27% 

27% 

2.2 
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GROUP  3 


3.        PRODUCT  QUALITY 

3.1    Systems  Management  Software 

Respondents  reporting  types  of  Software 

Automated  Production  Control  8% 

Automated  Storage  Mgmt.  54% 

Performance  Mgmt.  Ace" ting  46% 

Data  Center  Admin  15% 

Security,  Control  &  Audit  39% 


Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Rating 

a. 

Functional ity 

14% 

86% 

0% 

0% 

3.1 

b. 

Integration 

7% 

79% 

14% 

0% 

2.9 

c. 

Reliability 

8% 

92% 

0% 

0% 

3.1 

d. 

Documentation 

8% 

38% 

46% 

8% 

2.5 

e. 

Improv.   in  quality 

0% 

80% 

10% 

10% 

2.7 

3 . 2     Information  Management  Software 
Respondents  reporting  types  of  Software 


• 
• 

Database  Mgmt.  Systems 
Application  Development 

100% 
36% 

Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Rating 

a. 

Functional ity 

30% 

50% 

20% 

0% 

3.1 

b. 

Integration 

0% 

70% 

20% 

10% 

2.6 

c. 

Reliability 

20% 

60% 

20% 

0% 

3.0 

d. 

Documentation 

10% 

60% 

30% 

0% 

2.8 

e. 

Improv.   in  quality  11% 

45% 

22% 

22% 

2.4 
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GROUP  3 


3.3     Business  Application  Software 

Respondents  reporting  types  of  Software 

Financial  Mgmt.  4  0% 

Banking  Mgmt.  80% 

Manfacturing  Mgmt.  0% 

Distribution  Mgmt.  0% 

H/R  Mgmt.  20% 


Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Rating 

a. 

Functional ity 

25% 

75% 

0% 

0% 

3.3 

b. 

Integration 

25% 

50% 

25% 

0% 

3.0 

c. 

Reliability 

25% 

75% 

0% 

0% 

3  .  3 

d. 

Documentation 

0% 

50% 

50% 

0% 

2.5 

e. 

Improv.   in  quality 

0% 

50% 

50% 

0% 

2.5 

GROUP  3 


4.        BUSINESS  PRACTICES 


Very  Good 

Frequency 

Cinnci 

L  CI  X  J_ 

i  UUI 

Mean 

rvcl  L. XI 1M 

4.1 

Clarity/Compre . 

13% 

34% 

40% 

13% 

2.5 

4.2 

Pricing/Conditions 

0% 

27% 

46% 

27% 

2.0 

4.3 

Processing  Speed 

0% 

60% 

33% 

7% 

2.5 

4.4 

Invoice  Accuracy 

0% 

40% 

20% 

40% 

2.0 

4.5 

Ques/Prob . Resolution 

0% 

47% 

0% 

53% 

1.9 

4.6 

Improve,   in  Ques. 

0% 

33% 

25% 

42% 

1.9 
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GROUP  3 

5.       MANAGEMENT  LEVEL  COMMUNICATIONS 


Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Rating 

R  1 

CA90s  Book 

13% 

/  *4 

1  1  5- 
X  j  *o 

W  o 

t  n 

J  .  u 

5.2 

CA  Exec.  Report 

8% 

77% 

15% 

0% 

2.9 

5.3 

CA  Insight 

0% 

62% 

38% 

0% 

2.6 

5.4 

Prod.  Announcements  7% 

64% 

29% 

0% 

2.8 

5.5 

Pricing  Handbook 

30% 

60% 

0% 

10% 

3.1 

5.6 

Support  Handbook 

8% 

67% 

25% 

0% 

2.8 

5.7 

Doc.  Price  Guide 

0% 

78% 

11% 

11 

2.7 
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GROUP  3 


6 .  GENERAL 


Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratincr 

6 . 1 

Business  Ease 

0% 

R  7  S- 

ns- 
u-s 

O  R 
<i  .  D 

6.2 

Product  Quality 

20% 

53% 

27% 

0% 

2.9 

6.3 

Staff  Quality 

13% 

34% 

40% 

13% 

2.5 

6.4 

Svce/Support  Qual. 

13% 

20% 

60% 

7% 

2.4 

6.5 

Responsiveness 

0% 

27% 

53% 

20% 

2.1 

6.6 

IS  Req.  Capability 

20% 

27% 

53% 

0% 

2.7 

6.7 

Improve,   in  Comm. 

8% 

69% 

15% 

8% 

2.8 
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GROUP  4 


1.       ACCOUNT  MANAGEMENT 

Frequency  Mean 
Very  Good       Good  Fair  Poor  Rating 


1.1 

Overall  Relationship 

40% 

60% 

0% 

0% 

3.4 

1.2 

Freq.  of  Visits 

50% 

50% 

0% 

0% 

3.5 

1.3 

Knowledge  of  Co. 

0% 

70% 

30% 

0% 

2.7 

1.4 

Solution  Ability 

20% 

60% 

20% 

0% 

3.0 

1.5 

Arrange  for  SE 

56% 

33% 

11% 

0% 

3.4 

1.6 

Communicate  CA  Phil. 

40% 

50% 

10% 

0% 

3.3 

1.7 

Client/Business  Rel. 

40% 

50% 

10% 

0% 

3.3 

1.8 

Improvements  in  AM 

44% 

56% 

0% 

0% 

3.4 

• 

100%  of  the  respondents  knew 

the  name 

of  their 

Account 

Manager. 

GROUP  4 

2.        PRODUCT  SERVICE  AND  SUPPORT 


Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratina 

2 

.1 

Delivery  Time 

25% 

63% 

12% 

0% 

3 . 1 

2 

.2 

Ease  of  Install 

12% 

50% 

38% 

0% 

2.8 

2 

.3 

InvDlememtation  Ease 

0% 

50% 

50% 

0% 

2.5 

2 

.4 

Qual.Prod.  Train *g 

14% 

86% 

0% 

0% 

3.1 

2 

.5 

Telephone  Support 
Ava i 1 ab i 1 i tv 

29% 

57% 

14% 

0% 

3.1 

Skill  of  Personnel 

29% 

43% 

14% 

14% 

2.9 

2 

.  6 

On-site  Tech  Support 
Availability 

43% 

57% 

0% 

0% 

3.4 

Skill  of  Personnel 

43% 

57% 

0% 

0% 

3.4 

2 

.7 

Escalation  Proced. 

17% 

50% 

33% 

0% 

2.8 

2 

.  8 

Prof.  Services 
Availability 

40% 

60% 

0% 

0% 

3.4 

Skill  of  Personnel 

40% 

40% 

20% 

0% 

3  .  2 

2 

.9 

Responsiveness-S/W 

14% 

57% 

29% 

0% 

2.9 

2 

.10 

Improve,  in  S/S 

14% 

57% 

29% 

0% 

2.9 

GROUP  4 

3.       PRODUCT  QUALITY 

3.1    Systems  Management  Software 


Respondents  reporting  types  of  Software 


• 

Automated  Production  Control 

17% 

• 

Automated  Storage  Mgmt. 

17% 

Performance  Mgmt.  Ace' ting 

50% 

• 

Data  Center  Admin 

67% 

• 

Security,  Control  &  Audit 

83% 

Frequency 

Mean 

Verv  Good 

Good 

Fair 

Poor 

Rating 

a. 

Functionality  17% 

83% 

0% 

0% 

3.2  _. 

b. 

Integration  17% 

50% 

33% 

0% 

2.8 

c. 

Reliability  17% 

83% 

0% 

0% 

3.2 

d. 

Documentation  17% 

66% 

17% 

0% 

3  .  0 

e. 

Improv.   in  quality  20% 

40% 

40% 

0% 

2  .  8 

3 . 2     Information  Management  Software 
Respondents  reporting  types  of  Software 


• 
• 

Database  Mgmt.  System 
Application  Development 

33% 
67% 

Verv  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Rating 

a. 

Functionality 

33% 

67% 

0% 

0% 

3  .  3 

b. 

Integration 

0% 

100% 

0% 

0% 

3  .  0 

c. 

Reliability 

33% 

0% 

67% 

0% 

2.7 

d. 

Documentation 

0% 

33% 

67% 

0% 

2  .  3 

e. 

Improv.   in  quality  50% 

0% 

0% 

50% 

2.5 
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GROUP  4 

3.3    Business  Application  Software 


Respondents  reporting  types  of  Software 


* 

Financial  Mgmt. 
Banking  Mgmt. 
Manfacturing  Mgmt. 
Distribution  Mgmt. 
H/R  Mgmt. 

50% 
50% 
0% 
0% 
0% 

Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Rating 

a. 

Functionality 

0% 

50% 

50 

0% 

2.5 

b. 

Integration 

0% 

0% 

100% 

0% 

2.0 

c. 

Reliability 

0% 

100% 

0% 

0% 

3.0 

d. 

Documentation 

0% 

0% 

50% 

50% 

1.5 

e. 

Improv.   in  quality 

0% 

50% 

50% 

0% 

2.5 
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GROUP  4 


4. 

BUSINESS  PRACTICES 

Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Rating 

4  . 1 

Clarity/Compre . 

0% 

44% 

56% 

0% 

2.4 

4.2 

Pricing/Conditions 

11% 

34% 

33% 

22% 

2  .  3 

4.3 

Processing  Speed 

29% 

57% 

14% 

0% 

3.1 

4.4 

Invoice  Accuracy 

11% 

56% 

11% 

22% 

2.6 

4.5 

Ques/Prob . Resolution 

25% 

63% 

0% 

12% 

3.0 

4.6 

Improve,  in  Ques. 

14% 

72% 

0% 

14% 

2.9 
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GROUP  4 

5.       MANAGEMENT  LEVEL  COMMUNICATIONS 


Very  Good 

Freguency 
Good 

Fair 

Poor 

Mean 
Ratinq 

~>  .  -L 

CA90s  Book 

78% 

o  o  s- 

ns- 

u-s 

7  P 
J  .  O 

5.2 

CA  Exec.  Report 

17% 

83% 

0% 

0% 

3.2 

5.3 

CA  Insight 

25% 

63% 

12% 

0% 

3.1 

5.4 

Prod.  Announcements  14% 

72% 

14% 

0% 

3.0 

5.5 

Pricing  Handbook 

14% 

86% 

0% 

0% 

3.1 

5.6 

Support  Handbook 

11% 

89% 

0% 

0% 

3.1 

5.7 

Doc.  Price  Guide 

20% 

80% 

0% 

0% 

3.2 
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GROUP  4 


6 .  GENERAL 


Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratinq 

6 . 1 

Business  Ease 

11% 

78% 

11% 

0% 

3.0 

6.2 

Product  Quality 

0% 

78% 

22% 

0% 

2.8 

6.3 

Staff  Quality 

33% 

67% 

0% 

0% 

3.3 

6.4 

Svce/Support  Qual. 

11% 

78% 

11% 

0% 

3.0 

6.5 

Responsiveness 

13% 

75% 

12% 

0% 

3.0 

6.6 

IS  Req.  Capability 

33% 

56% 

11% 

0% 

3  .  2 

6.7 

Improve,   in  Comm. 

38% 

50% 

12% 

0% 

3.3 
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GROUP  5 


1.       ACCOUNT  MANAGEMENT 

Frequency  Mean 
Very  Good       Good  Fair  Poor  Rating 


1.1 

Overall  Relationship 

50% 

25% 

25% 

0% 

3.3 

1  0 

-L  • 

Freq.  of  Visits 

50% 

25% 

0% 

25% 

3  .  0 

1.3 

Knowledge  of  Co. 

25% 

50% 

0% 

25% 

2.8 

1.4 

Solution  Ability 

25% 

25% 

50% 

0% 

2.8 

1.5 

Arrange  for  SE 

25% 

25% 

0% 

50% 

2  .  3 

1.6 

Communicate  CA  Phil. 

25% 

50% 

25% 

0% 

3.0 

1.7 

Client/Business  Rel . 

25% 

25% 

25% 

25% 

2  .  5 

1.8 

Improvements  in  AM 

50% 

25% 

0% 

25% 

3.0 

• 

100%  of  the  respondents  knew 

the  name 

of  their 

Account 

Manager. 

GROUP  5 


2.       PRODUCT  SERVICE  AND  SUPPORT 


Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratina 

2.1 

nt*1  1  vprv    Tl  mo 
UCllVCijr      J.  XlUc: 

^  ZJ  T> 

25% 

50% 

0% 

2.8 

2.2 

"Facto    r»"F    Ttiq^aI  1 

33% 

67% 

0% 

2.3 

2.3 

50% 

50% 

0% 

2  .  5 

2.4 

Qual.Prod.  Train' g 

0% 

0% 

100% 

0% 

2.0 

2.5 

Telephone  Support 

nvall  uUll  J_  L.y 

25% 

50% 

25% 

2.0 

t— '  -TV  J — L  _L            J_  f 

0% 

0% 

75% 

25% 

1.8 

2.6 

On-site  Tech  Support 
Availability 

0% 

100% 

0% 

0% 

3  .  0 

Skill  of  Personnel 

50% 

50% 

0% 

0% 

3.5 

2.7 

Escalation  Proced. 

0% 

25% 

50% 

25% 

2.0 

2.8 

Prof.  Services 
Availability 

0% 

0% 

0% 

0% 

0 

Skill  of  Personnel 

0% 

0% 

0% 

0% 

0 

2.9 

Responsiveness-S/W 

0% 

50% 

25% 

25% 

2  .  3 

2.10 

Improve,   in  S/S 

0% 

25% 

25% 

50% 

1.8 
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GROUP  5 


3.       PRODUCT  QUALITY 

3 . 1    Systems  Management  Software 

Respondents  reporting  types  of  Software 


• 

Automated  Production  Control 

50% 

Automated  Storage 

Mgmt. 

50% 

Performance  Mgmt. 

Acc'ting 

25% 

Data  Center  Admin 

25% 

Security,  Control 

&  Audit 

100% 

Freguency 

Mean 

Very  Good 

Good 

Fair 

Poor 

Ratina 

a. 

Functionality 

25% 

75% 

0% 

0% 

3.3 

b. 

Integration 

25% 

0% 

75% 

0% 

2.5 

c. 

Reliability 

25% 

50% 

25% 

0% 

3.0 

d. 

Documentation 

0% 

50% 

50% 

0% 

2.5 

e. 

Improv.   in  guality  0% 

33% 

67% 

0% 

2  .  3 

3.2     Information  Management  Software 
Respondents  reporting  types  of  Software 


Database  Mgmt.  Systems  0% 
Application  Development  0% 


Verv  Good 

Freguency 
Good 

Fair 

Poor 

Mean 
Ratinq 

a. 

Functionality 

0% 

0% 

0% 

0% 

0 

b. 

Integration 

0% 

0% 

0% 

0% 

0 

c. 

Reliability 

0% 

0% 

0% 

0% 

0 

d. 

Documentation 

0% 

0% 

0% 

0% 

0 

e. 

Improv.   in  guality 

0% 

0% 

0% 

0% 

0 
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GROUP  5 


3.3     Business  Application  Software 

Respondents  reporting  types  of  Software 

Financial  Mgmt.  50% 

Banking  Mgmt.  0% 

Manfacturing  Mgmt.  0% 

Distribution  Mgmt.  50% 

H/R  Mgmt.  0% 

Freguency 
Very  Good  Good 


a. 

Functionality 

50% 

0% 

b. 

Integration 

0% 

50% 

c. 

Reliability 

50% 

0% 

d. 

Documentation 

0% 

50% 

e. 

Improv.  in  guality 

0% 

0% 

Mean 

Fair  Poor  Rating 

50%  0%  3.0 

50%  0%  2.5 

50%  0%  3.0 

50%  0%  2.5 

100%  0%  2.0 
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GROUP  5 


4.        BUSINESS  PRACTICES 


Very  Good 

Freguency 
Good 

Fair 

Poor 

Mean 
Ratina 

4 

.1 

Clarity/Compre . 

0% 

67% 

0% 

33% 

2.3 

4 

.2 

Pricing/Conditions 

0% 

33% 

0% 

67% 

1.7 

4 

.3 

Processing  Speed 

0% 

67% 

33% 

0% 

2.7 

4 

.4 

Invoice  Accuracy 

0% 

100% 

0% 

0% 

3.0 

4 

.5 

Ques/Prob . Resolution 

0% 

67% 

0% 

33% 

2.3 

4 

.6 

Improve,   in  Ques. 

34% 

0% 

33% 

33% 

2.3 
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GROUP  5 

5.       MANAGEMENT  LEVEL  COMMUNICATIONS 


Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratina 

5 . 1 

CA90s  Book  0% 

75% 

25% 

0% 

2  .  8 

5.2 

CA  Exec.  Report  0% 

50% 

50% 

0% 

2.5 

5.3 

CA  Insight  0% 

50% 

50% 

0% 

2.5 

5.4 

Prod.  Announcements  0% 

100% 

0% 

0% 

3  .  0 

5.5 

Pricing  Handbook  0% 

67% 

33% 

0% 

2.7 

5.6 

Support  Handbook  0% 

67% 

33% 

0% 

2.7 

5.7 

Doc.  Price  Guide  0% 

67% 

33% 

0% 

2.7 
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GROUP  5 


6. 

GENERAL 

Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratina 

6.1 

Business  Ease 

0% 

50% 

50% 

0% 

2.5 

6 . 2 

Product  Quality 

25% 

0% 

75% 

0% 

2 . 5 

6.3 

Staff  Quality 

0% 

50% 

50% 

0% 

2.5 

6.4 

Svce/Support  Qual. 

0% 

50% 

25% 

25% 

2.3 

6.5 

Responsiveness 

0% 

50% 

25% 

25% 

2.3 

6.6 

IS  Req.  Capability 

0% 

50% 

50% 

0% 

2.5 

6.7 

Improve,  in  Comm. 

25% 

25% 

25% 

25% 

2.5 
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1.       ACCOUNT  MANAGEMENT 

Very  Good 


1. 

1 

Overall  Relationship 

33% 

1. 

2 

Freq.  of  Visits 

12% 

1. 

3 

Knowledge  of  Co. 

0% 

1. 

4 

Solution  Ability 

0% 

1. 

5 

Arrange  for  SE 

33% 

1. 

6 

Communicate  CA  Phil . 

33% 

1. 

7 

Client/Business  Rel. 

11% 

1. 

8 

Improvements  in  AM 

22% 

100%  of  the  respondents  knew 


GROUP  6 


Frequency  Mean 

Good  Fair  Poor  Rating 

56%  11%  0%  3.2 

25%  38%  25%  2.3 

45%  44%  11%  2.3 

56%  44%  0%  2.6 

67%  0%  0%  3.3 

45%  11%  11%  3.0 

45%  33%  11%  2.6 

45%  22%  11%  2.8 


the  name  of  their  Account  Manager. 
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GROUP  6 

2.        PRODUCT  SERVICE  AND  SUPPORT 

Frequency 


Very  Good  Good 

2.1  Delivery  Time  11%  78% 

2.2  Ease  of  Install.  0%  56% 

2.3  Implementation  Ease  0%  44% 

2.4  Qual.Prod.  Train' g  0%  29% 

2 . 5  Telephone  Support 

Availability  34%  33% 

Skill  of  Personnel  34%  33% 

2 . 6  On-site  Tech  Support 

Availability  0%  57% 

Skill  of  Personnel  17%  50% 

2.7  Escalation  Proced.  11%  79% 

2.8  Prof.  Services 

Availability  0%  67% 

Skill  of  Personnel  33%  50% 


2.9  Responsiveness-S/W      22%  45% 

2.10  Improve,  in  S/S  11%  67% 


Mean 

Fair  Poor  Rating 

11%  0%  3.0 

33%  11%  2.4 

56%  0%  2.4 

57%  14%  2.1 

22%  11%  2.9 

33%  0%  3.0 

43%  0%  2.6 

33%  0%  2.8 

0%  11%  2.9 

33%  0%  2.7 

17%  0%  3.2 

33%  0%  2.9 

22%  0%  2.9 
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GROUP  6 


3.        PRODUCT  QUALITY 

3 . 1    Systems  Management  Software 

Respondents  reporting  types  of  Software 

Automated  Production  Control  67% 

Automated  Storage  Mgmt.  33% 

Performance  Mgmt.  Ace' ting  11% 

Data  Center  Admin  22% 

Security,  Control  &  Audit  79% 


Freguency  Mean 
Very  Good       Good  Fair  Poor  Rating 


a. 

Functionality 

44% 

56% 

0% 

0% 

3.4 

b. 

Integration 

0% 

67% 

33% 

0% 

2.7 

c. 

Reliability 

44% 

56% 

0% 

0% 

3.4 

d. 

Documentation 

0% 

78% 

22% 

0% 

2.8 

e. 

Improv.   in  guality 

0% 

71% 

29% 

0% 

2.7 

3.2     Information  Management  Software 
Respondents  reporting  types  of  Software 


• 
• 

Database  Mgmt.  Systems 
Application  Development 

86% 
57% 

Very  Good 

Freguency 
Good 

Fair 

Poor 

Mean 
Rating 

a. 

Functional ity 

43% 

43% 

14% 

0% 

3.3 

b. 

Integration 

0% 

72% 

14% 

14% 

2.6 

c. 

Reliability 

29% 

57% 

14% 

0% 

3.1 

d. 

Documentation 

0% 

50% 

50% 

0% 

2  .  5 

e. 

Improv.  in  guality  14% 

57% 

29% 

0% 

2.9 
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GROUP  6 


3.3     Business  Application  Software 
Respondents  reporting  types  of  Software 


Financial  Mgmt.  50% 

Banking  Mgmt.  50% 

Manfacturing  Mgmt.  0% 

Distribution  Mgmt.  0% 

H/R  Mgmt.  0% 


Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Rating 

a. 

Functional ity 

0% 

50% 

50% 

0% 

2.5 

b. 

Integration 

0% 

50% 

50% 

0% 

2.5 

c. 

Reliability 

50% 

0% 

50% 

0% 

3.0 

d. 

Documentation 

0% 

0% 

100% 

0% 

2.0 

e. 

Improv.  in  quality 

0% 

0% 

100% 

0% 

2.0 
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4. 

BUSINESS  PRACTICES 

Very  Good 

4 . 

1 

Clarity/Compre . 

0% 

4. 

2 

Pricing/Conditions 

0% 

4. 

3 

Processing  Speed 

0% 

4  . 

4 

Invoice  Accuracy 

0% 

4. 

5 

Ques/Prob . Resolution 

0% 

4. 

6 

Improve,   in  Ques. 

0% 

GROUP  6 


Frequency 
Good 

Fair 

Poor 

Mean 
Rating 

22% 

67% 

11% 

2.1 

11% 

56% 

33% 

1.8 

33% 

45% 

22% 

2.1 

56% 

11% 

33% 

2.2 

56% 

11% 

33% 

2.2 

63% 

25% 

12% 

2  .  5 
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GROUP  6 

5.        MANAGEMENT  LEVEL  COMMUNICATIONS 


Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratinq 

5 . 1 

CA90s  Book  22% 

78% 

0% 

0% 

3  . 2 

5.2 

CA  Exec.  Report  0% 

83% 

17% 

0% 

2.8 

5.3 

CA  Insight  0% 

100% 

0% 

0% 

3.0 

5.4 

Prod.  Announcements  0% 

100% 

0% 

0% 

3  .  0 

5.5 

Pricing  Handbook  0% 

75% 

13% 

12% 

2  .  6 

5.6 

Support  Handbook  34% 

33% 

33% 

0% 

3.0 

5.7 

Doc.   Price  Guide  0% 

60% 

40% 

0% 

2.6 
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GROUP  6 

6 .  GENERAL 


Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratinq 

6.1 

Business  Ease 

0% 

56% 

44% 

0% 

2.6 

6.2 

Product  Quality 

22% 

67% 

11% 

0% 

3 . 1 

6.3 

Staff  Quality 

0% 

88% 

12% 

0% 

2.9 

6.4 

Svce/Support  Qual. 

14% 

86% 

0% 

0% 

3.1 

6.5 

Responsiveness 

0% 

63% 

37% 

0% 

2  .  6 

6.6 

IS  Req.  Capability 

0% 

75% 

25% 

0% 

2  .  8 

6.7 

Improve,   in  Comm. 

22% 

67% 

11% 

0% 

3  . 1 
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GROUP  7 


1. 

ACCOUNT  MANAGEMENT 

Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratine 

1. 

i 

Overall  Relationship 

34% 

33% 

11% 

22% 

2.8 

1. 

2 

Freq.  of  Visits 

30% 

50% 

10% 

10% 

3.0 

1. 

3 

Knowledge  of  Co. 

9% 

46% 

36% 

9% 

2.5 

i. 

4 

Solution  Ability 

10% 

50% 

30% 

1  /■*»  o, 

10-6 

2.  .  D 

i. 

5 

Arrange  for  SE 

30% 

30% 

30% 

10% 

2.8 

i. 

6 

Communicate  CA  Phil . 

9% 

55% 

27% 

9% 

2  .  6 

i. 

7 

Client/Business  Rel. 

18% 

37% 

27% 

18% 

2  .  5 

i. 

8 

Improvements  in  AM 

25% 

50% 

0% 

25% 

2.8 

• 

100%  of  the  respondents  knew  the  name 

of  their 

Account 

Manager. 
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GROUP  7 


2.       PRODUCT  SERVICE  AND  SUPPORT 


Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 

KauinQ 

2  . 1 

Delivery  Time 

0% 

89% 

11* 

n  s- 
u-s 

2.2 

Ease  of  Install. 

0% 

56% 

44% 

0% 

2  .  6 

2.3 

Implementation  Ease 

0% 

44% 

56% 

0% 

2.4 

2.4 

Qual.Prod.  Train' g 

0% 

33% 

67% 

0% 

2.3 

2.5 

Telephone  Support 
Availability 

11% 

67% 

22% 

0% 

2.9 

Skill  of  Personnel 

11% 

78% 

11% 

0% 

3  .  0 

2  .  6 

On-site  Tech  Support 
Availability 

0% 

4-3-6 

U  "6 

Skill  of  Personnel 

14% 

43% 

42% 

0% 

2.7 

2.7 

Escalation  Proced. 

0% 

50% 

50% 

0% 

2.5 

2.8 

Prof.  Services 
Availability 

0% 

100% 

0% 

0% 

3.0 

Skill  of  Personnel 

0% 

100% 

0% 

0% 

3.0 

2.9 

Responsiveness-S/W 

0% 

78% 

22% 

0% 

2.8 

2.10 

Improve,  in  S/S 

13% 

75% 

12% 

0% 

3  .  0 
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GROUP  7 

3.       PRODUCT  QUALITY 

3 . 1    Systems  Management  Software 

Respondents  reporting  types  of  Software 


• 

Automated  Production  Control 

60% 

Automated  Storage 

Mgmt. 

40% 

Performance  Mgmt. 

Acc 1  ting 

50% 

Data  Center  Admin 

30% 

Security,  Control 

&  Audit 

70% 

Frequency 

Mean 

Very  Good 

Good 

Fair 

Poor 

Rating 

a. 

Functionality 

10% 

90% 

0% 

0% 

3.1 

b. 

Integration 

0% 

80% 

20% 

0% 

2  . 8 

c. 

Reliability 

20% 

80% 

0% 

0% 

3.2 

d. 

Documentation 

0% 

70% 

20% 

10% 

2.6 

e. 

Improv.   in  guality  0% 

56% 

44% 

0% 

2.6 

3.2     Information  Management  Software 
Respondents  reporting  types  of  Software 


• 
• 

Database  Mgmt.  Systems 
Application  Development 

75% 
50% 

Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratinq 

a. 

Functional ity 

20% 

80% 

0% 

0% 

3  .  2 

b. 

Integration 

0% 

100% 

0% 

0% 

3  .  0 

c. 

Reliability 

40% 

60% 

0% 

0% 

3.4 

d. 

Documentation 

0% 

80% 

20% 

0% 

2.8 

e. 

Improv.  in  quality  0% 

60% 

40% 

0% 

2.6 
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GROUP  7 

3.3     Business  Application  Software 


Respondents  reporting  types  of  Software 


. 

; 

Financial  Mgmt. 
Banking  Mgmt. 
Manfacturing  Mgmt. 
Distribution  Mgmt. 
H/R  Mgmt. 

50% 
0% 
0% 
25% 
25% 

Very  Good 

Frequency 
Good 

Fair 

Poor 

Mean 
Ratina 

a. 

Functionality 

0% 

75% 

25% 

0% 

2.8 

b. 

Integration 

0% 

25% 

50% 

25% 

2.0 

c. 

Reliability 

0% 

100% 

0% 

0% 

3.0 

d. 

Documentation 

0% 

50% 

50% 

0% 

2.5 

e. 

Improv.  in  quality 

0% 

34% 

33% 

33% 

2.0 
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GROUP  7 


4.       BUSINESS  PRACTICES 


Very  Good 

Freguency 
Good 

Fair 

Poor 

Mean 
Rating 

4.1 

Clar ity/Compre . 

0% 

64% 

18% 

18% 

2.5 

4.2 

Pricing/Conditions 

0% 

64% 

27% 

9% 

2.5 

4.3 

Processing  Speed 

9% 

91% 

0% 

0% 

3.1 

4.4 

Invoice  Accuracy 

0% 

46% 

27% 

27% 

2.2 

4.5 

Ques/Prob . Resolution 

0% 

40% 

30% 

30% 

2.1 

4.6 

Improve,   in  Ques. 

0% 

60% 

20% 

20% 

2.4 

GROUP  7 

5.       MANAGEMENT  LEVEL  COMMUNICATIONS 


Verv  Good 

Freguency 
Good 

Fair 

Poor 

Mean 
Ratinq 

5 . 1 

CA90s  Book 

40% 

50% 

10% 

0% 

3.3 

5.2 

CA  Exec.  Report 

11% 

56% 

33% 

0% 

2.8 

5.3 

CA  Insight 

0% 

90% 

10% 

0% 

2.9 

5.4 

Prod.  Announcements  0% 

67% 

11% 

22% 

2.4 

5.5 

Pricing  Handbook 

13% 

50% 

12% 

25% 

2.5 

5.6 

Support  Handbook 

13% 

75% 

12% 

0% 

3  .  0 

5.7 

Doc.   Price  Guide 

14% 

57% 

29% 

0% 

2.9 
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GROUP  7 


6 .  GENERAL 


Very  Good 

Frequency 
Good 

Fair 

Poor 

Mo  a  1~\ 

Ratinq 

6.1 

Business  Ease 

0% 

73% 

27% 

0% 

2.7 

6.2 

Product  Quality 

9% 

73% 

18% 

0% 

2.9 

6.3 

Staff  Quality 

0% 

82% 

18% 

0% 

2.8 

6.4 

Svce/Support  Qual. 

9% 

73% 

18% 

0% 

2.9 

6.5 

Responsiveness 

0% 

91% 

9% 

0% 

2.9 

6.6 

IS  Req.  Capability 

0% 

70% 

30% 

0% 

2.7 

6.7 

Improve,   in  Comm. 

27% 

46% 

18% 

9% 

2.9 
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About  INPUT 


INPUT  provides  planning  information,  analysis,  and  recommendations  for  the 
information  technology  industries.  Through  market  research,  technology 
forecasting,  and  competitive  analysis,  INPUT  supports  client  management  in 
making  informed  decisions. 

Subscription  services,  proprietary  research /consulting,  merger/ acquisition 
assistance,  and  multiclient  studies  are  provided  to  users  and  vendors  of  information 
systems  and  services.  INPUT  specializes  in  the  software  and  services  industry 
which  includes  software  products,  systems  operations,  processing  services,  network 
services,  systems  integration,  professional  services,  turnkey  systems,  and  customer 
services.  Particular  areas  of  expertise  include  CASE  analysis,  information  systems 
planning,  and  outsourcing. 

Many  of  INPUT'S  professional  staff  members  have  more  than  20  years' 
experience  in  their  areas  of  specialization.  Most  have  held  senior  management 
positions  in  operations,  marketing,  or  planning.  This  expertise  enables  INPUT  to 
supply  practical  solutions  to  complex  business  problems. 

Formed  as  a  privately  held  corporation  in  1974,  INPUT  has  become  a  leading 
international  research  and  consulting  firm.  Clients  include  more  than  100  of  the 
world's  largest  and  most  technically  advanced  companies. 


INPUT  OFFICES 


North  America 


International 


San  Francisco 

1280  Villa  Street 

Mountain  View,  CA  94041-1194 

Tel.  (415)  961-3300  Fax  (415)  961-3966 


London 
INPUT  LTD. 


New  York 

Atrium  at  Glenpointe 
400  Frank  W.  Burr  Blvd. 
Teaneck,  NJ  07666 

Tel.  (201)  801-0050  Fax  (201)  801-0441 


Piccadilly  House 

33/37  Regent  Street 

London  SW1Y  4NF,  England 

Tel.  (071)  493-9335  Fax  (071)  629-0179 


Paris 

INPUT  SARL 


Washington,  D.C. 
INPUT,  INC. 

1953  Gallows  Road,  Suite  560 
Vienna,  V  A  22182 

Tel.  (703)  847-6870  Fax  (703)  847-6872 


24,  avenue  du  Recteur  Poincare 
75016  Paris,  France 

Tel.  (33-1)  46  47  65  65  Fax  (33-1)  46  47  69  50 


Frankfurt 
INPUT  LTD. 

Sudetenstrasse  9 

D-6306  Langgons-Niederkleen,  Germany 
Tel.  (0)  6447-7229  Fax  (0)  6447-7327 


Tokyo 
INPUT  KK 

Saida  Building,  4-6 

Kanda  Sakuma-cho,  Chiyoda-ku 

Tokyo  101,  Japan 

Tel.  (03)  3864-0531  Fax  (03)  3864-4114 
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